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BPM Purpose

Describe Census Operations business processes — activities, resources and key milestones
Provide the details necessary for non-subject matter experts to understand the business
process

Contribute to the requirements development process

Facilitate the linkage of business processes to IT capabilities

Capture Operations inputs and outputs
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Reading and Understanding the Model

Example Activity Model

Gateway — Exclusive decision
gateway This represents that the
process must go one way or the

other but not both at once.

Data Object — Qutput This
represents any out-going data
(e.qg., files, data, etc.) from the

activity.

Data Object —_Input This
represents any in-coming
data (e.g., files, data,
etc.) to the activity.

Gateway — Parallel merge
gateway This represents the end of

activities that happen in parallel. All
incoming flows must complete

before triggering the outgoing flow.

) Final  Mailout
"._Universe  File

Mailout
Specs

Sub Process — This
represents a further
detailing process model.
The details about this
activity appear on
another page.

Gateway — Parallel split gateway
This represents the start of

activities that happen in parallel.

Electronic?
30.05 -

5@ -
Go Live with
Online Survey

=

Process
Postcards

Follow-Up
Required?

& Q@) 20 30
Identify Write Specs
Respondents for Mailout

N

Determine
Universe for
Mailin

Conduct
Follow-Up

1
Activity — This represents

the atomic level of an

1
Sequence Flow — This

represents the direction

Prepare Paper
Surveys and
Envelopes for

Label & Mall

all Survey-

Related

Mail - |
Intermediate Timed Event — This
represents an event that waits for the
specified timeframe to occur before

proceeding to the next activity.

activity in the process
model.

of the process’ flow. Information

Update Status
Nightly

Data Objects Other

=y

Key: Activities — Gateways
Activity at

atomic level:

Nate: If numbering, number by
105 to leave roam for addtional
activities between initiol
octivities, just in cose they are

Activity
containing a
sub process:

Optional
Activity
Numbering:

Activity Sequence

Flow:
_—»

Events Activity

Start:

Exclusive: Input:

Activity involving:
= USER
mFeractmg EEAcliwly
with a system
or software:

=» Bath a system
developed
specifically for
Census’ use gnd
COTS products:

Association:

= MANUAL

activity no |3 = SERVICE |
systerm, or bateh
software processing:
involved):

5
= Any = R *,
@ = = & ) O e
1 = SENDING . = RECEIVING - = RECURRING . commercial-off- > I~ A » | This Tl is cresaled by
— Act Activity Activit Act Act : she SME befare tis
.-@‘\ a message: ity a message: ity steps: i the-shelf (COTS) ity ity Data Store: \""""’ ﬂmess Kicks ofl.
C’I D) praducts: w

End: = ARy system

developed
specifically for
Census’ use:

-
Intermediate hetivity Activity Parallel: Output:

Timed Event:

O
©

Annotation:
Flow continued
on another page:

Flow continued
from another page:
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2020 Census 31. Decennial Service Center Operation (DSC)

Purpose: To provide an integrated service center that will provide technical support for Decennial Operations employees (not applicants or

respondents) and Decennial specific applications.

Provide
Technical

Support
5

31-3 Manage Support Services

Handle Ad Hoc
.| requests for

Perform DSC . . Report on | reports

Planning and . - | Closeout DSC
. Requests for \
Preparation . . . Operation
Service

Activities ®)

ITSM contains
31-3.1 information to

support paradata
| needs.

~ | Includes trend lines
Perform for reporting.

Oversight,
Monitoring
and Reporting
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10 Perform DSC Planning and Preparation Activities

Purpose: To perform planning and preparation activities needed to stand up the Decennial Service Center.

|' 31-1 Perform DSC Planning
i and Preparation Activities

Input Output N N
i 10.40

| Requirements Requirements 10.20 &
Define

| () [ Capability Conduct UAT
. . and Approve
—» Requirements >

! for Systems Sijtc?rTi:\
N . Supporting PP &

& 10.10) DSC ' DSC &D 10:50 (& 10.60)

’

Vs

- § 3113 :
Gather 31-1.2 Set Up Service Prepare for

Operational »\+ . ! Center and Conduct

- IT Service Management System (ITSM) (Performed by Training
Req uirements Call Management System C
: Create workflows, templates, KBAs ontractor)
Define interface requirements 31-1.6
31-1.5 , -
] (& 10.30\ Prepare initial knowledge
Coordinate with Field, IT and base and training on the
Logistics on Operational various devices, systems
Requirements: . and processes.
# of customers needing Acq uire Staff P
support and estimated staffing
needs; field staff hiring
schedule, online and
classroom training schedules,
office opening/closing
schedule (part of Program
schedule), field and office IT
configuration information, and
decennial-specific system/
application list.

. J

31-1:1
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Purpose: To provide technical support for service requests and incidents from the receipt of request to resolution of request. Bureau

! User data will be
autopopulated from the . Consult knowledgebase to

infrastructure directory | | facilitate responses
L

service.

o - . Able to
Existing : 20.40 Resolve?

Ticket? T 2020 -
Cgh 2010 & Diagnose
Receive Open New

Request Ticket

Start
Sub-process

Escalated IT
Incident

[ : 1 : .
Requests can be in English 31-2.3 Resolve Ticket Requests

or Spanish and can be 20.30 Request -
received via ITSM or Phone & ’ Type? . .
: Send to

31-2.1 Receive Update Ticket : Escalation

Request for Service : Team Reports

Incident/Outage

Service : Update : SPCEvents -\
knowledgebase X N

based on the results =
of escalation &
20.50 f 20.70
& & Provide

Outcome
Notification to
. . Requester :
& Handle 2% . K X | Sub-process
Service Events ' . . .
and Process |
Notifications |

/
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50 Closeout DSC Operation

Purpose: To perform all activities associated with the closing of the DSC operation.

./31-4 Closeout DSC

| Operation

Ve

A

Capture
Lessons
Learned

Operational record will be retained at
the end of closeout
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